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ABSTRACT

The problem that this research paper discussed was that there is aneed in the fire and
emergency medical servicesto provide a greater level of customer service so that personnd and service
will not be lost to private providers.

The main purpose of this research paper was to identify the role of customer service in today’s
fire and emergency medica services and identify different ideas that could enhance the level of customer
sarvice perceived by the public.

A descriptive research method was chosen for this project in order to identify the role of
customer sarvice and how the fire and emergency medical services could enhance their delivery of
customer service. This research method was used in order to identify the answers to the following
research questions. These questions were developed during class discussonsin Advanced Leadership
Issuesin Emergency Medica Services at The Nationd Fire Academy. These questions were:

1 What is the past and present perception of customer service asit relates to the fire and
emergency medica services?

2. What is the importance of an organizationd misson statement in the ddivery of customer
service?

3. What are some of the programs available to help an organization increaseits  ddivery of
customer service?

4, In dedling with emergency medicad services and medical trestment, what isthe  importance of
emotiond trestment?

The procedures for completing this research paper conssted of aliterature review of magazine

aticlesfrom the Learning Center at the Nationd Fire Academy in Emmitsburg, Maryland. The



procedures aso involved a survey that was sent to students in the Fire Science Program at the Callin
County Community Collegein McKinney, TX. The students represented a cross section of most of al
the departmentsin my area of Texas.

The results of this reserach paper explained how to enhance customer perception, the
importance of amisson statement, different programs available to increase cusomer service, and the
importance of emotiona treatment when dealing with the customer.

Some recommendations for dealing with the present and past perception of customer service
included training personnel and adminigtrators on proper management techniques that are used by
private sector organizations.  Some recommendations dealing with the question of the importance of a
mission statement included spending time and resources in developing a written misson statement and
making sure that this misson satement is known by dl in the organizations. This misson satement
should be used during the budget process, training process, and during employee evduations. Some
recommendations dedling with the question of programs available to help organizations increase
customer service included the use of surveys after the organization has been in contact with the
customer during both emergency and nonemergency cdls. An awards and incentive program should be
darted that rewards the employee for doing agood job. Making customer service training a part of the
recruitment training processis another good program for increasing an organization’ s customer service.
Recommendations for addressng emotiond treatment included cregtion of an occupant assistance
sector. This sector would listen to the victim involved, find out what agencies would be able to hep

them, and contact them for the victim.
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INTRODUCTION

We have al seen the downsizing or rightszing that has gone on within corporate America. This
concept has caused many companies to take along and hard ook on how they meet the needs of a
demanding customer. Thefire and emergency medicd services may have not gone through such a
severe downsizing, but many have had positions left unfilled due to the perception of taxpayers and city
governments. Whether the topic is corporate or public, the customer requires more attention today than
a any other timein our higory.

The problem that this research paper will discussis that there isaneed in the fire and emergency
medicd services to provide a greater level of customer service so that personne and service will not be
lost to private providers.

The main purpose of this research paper isto identify the role of customer service in today’ s fire
and emergency medica services and identify different ideas that can be used to enhance the leved of
customer service perceived by the public.

A descriptive research method was chosen for this project in order to identify the role of
customer sarvice and how the fire and emergency medical services should enhance their ddlivery of
customer service. Thisresearch method isused in order to identify the answersto the following
research questions. These questions were developed during class discussions in Advanced Leadership

Issuesin Emergency Medical Services at The Nationd Fire Academy. These questions are:

1 What is the past and present preception of customer service asit relates to the fire and
emergency medica services?
2. What is the importance of an organizationa misson satement in the ddlivery of customer

sarvice?



3. What are some of the programs available to help an organization increaseits  ddivery of
customer service?
4, In dedling with emergency medica services and medical treatment, what isthe  importance of

emotiond treatment?

BACKGROUND & SIGNIFICANCE

The background of theided of customer service is generdly focused on corporate America. In
private industry, businesses often provided a service that was also offered by other businesses. Both
providers would be in competition with one another and the one that offered the best service to the
customer would generdly do the most business and would profit the most. The fire and emergency
medica services are generdly public funded and have no competition on the public level. Thus, fire
departments as well as emergency medica providers conducted their services with no thought of any
compstition taking their service awvay. The fire and emergency medica services were deeply embedded
with tradition and usudly thought that customer service was when they responded on calls, put out fires,
or transported patients to the hospital.

This background information sets the stage for the overdl problem of this research paper.
Thereisaneed in the fire service to provide a greater level of customer service so that personnd and
sarvice will not be lost to private providers.

This author began as Chief of the Farmersville Volunteer Fire Department in January of 1994.
The department consists of thirty five members and responds to approximately 200 cdls per year.
These cdlsinclude both fire and first responder calls. We do not transport patients, but respond with a

private ambulance company on many medicd cals, mgor accidents, and as needed. In the pagt,



customer service was redly not a concern because we are an al volunteer organization. The thought of
customer service was precluded by the fact that many of us left our jobs, or whatever we were doing,
and responded when the alarm sounded. This past record of customer service and the department’s
lack of concern of it has possibly resulted in less money in our budgets over the years. In 1995 and
1996, the department took cuts in our budget that could have been prevented if we provided a higher
level of customer service. The public may have been more concerned for our loss of money and may
have voiced their opinion to council members. | strongly fed that the loss of budget money was adirect
result of our lack of concern for the customer, or our citizens.

This author is adso employed with the McKinney Fire Department as a Captain. The past
impact on this organization has been a podtive one. This organization has provided a very good leve of
customer service. These sarvices included avery progressive public education program, afire safety
ingpection program for loca business, and advanced life support services with paramedics. The past
impact of thistype of customer service has resulted in new gtations, additiond personnd, and sdary
increases. The customer has been very satisfied with our service in the past.

The present impact of insufficient cusomer service could disrupt the future in both
organizations. Loss of personnd isavery red concern dueto possible programs such as managed
hedlth care and the very red threat of private industry taking over certain aspects of our service. These
private companies market themsalves to the public emphasizing their ability to provide very good
customer sarvice. They dso have the ability to statistically back up what they say, while the fire and
emergency medica services are st in tradition. The present impact of thistraditiond view by thefire
and emergency medicd services sets the stage for fallure.

There is sufficient evidence to justify a study of the impact of insufficient cusomer service. The

evidence is smply that there are some cities who have chosen to lose their fire service or thelr



emergency medica serviceto private providers. In some cases, some cities have chosen to replace
both of these services. The marketing plans of these private providers have convinced these cities that
they can do the job cheaper, better, and obtain a higher level of customer service and customer
satisfaction. It is of the utmost importance that the fire and emergency medica services begin to market
themselves and capitdize on theided of providing high levels of customer service in order to keep
personnel and to keep these private companies from getting footholds in their cities.

In August of 1997, | attended Advanced Leadership Issuesin Emergency Medica Services at
the Nationa Fire Academy in Emmitsburg, Maryland. This course provided many different
perspectives in leadership issues. Some of these issuesincluded marketing and providing higher levels
of customer servicein order to advert takeovers by private companies. During this course, | cameto
redize that if the fire and emergency medica service isto continue to exist by public funding, we must
redlize the threat of privatization and questions oursalves about what service we provide and who are
our customers. These customers, who can be externa or internd to the organization, demand and

should receive high levels of customer service.

LITERATURE REVIEW

In order to answer each of the origind research questions, many magazine articles were
reviewed. These articles gave inaghts from those who have published works in the area of customer
service.

Thefirg article reviewed was “ Customer Service and Triage’, by Thom A. Mayer, MD. This
aticle rdates customer service to sengtivity. The author explained that athough there are many

ingtitutions turning out emergency personnel, there are few that teach the concept of customer service.



The article goes on to note that many patients complain due to the lack of sengtivity and customer
service that they receive (Mayer, June-1997).

This portion of the article aided the research project by giving the idea that patients relate
customer service to emotiona support or “bedside manners’.

This article dso gave a good definition of who the customer can be when fire and emergency
medica services are involved. The customer is anyone who isimpacted by either our processes or our
products (Mayer, June-1997).

This statement aided the research paper in that it gave a very good and smple definition of who
isour cusomer. Underganding that the customer is anyone in which we contact or observes us during
our trestment of patients, should make an organization very aware of its actions.

The next article reviewed was “ Customer Service: Making It Work”, by Robin F. Paulsgrove.
This article gave an interesting observation concerning mission or drategy statements. The article
explained that the philosophy of the entire department should be clear with the management personnel
and they mugt interpret this mission or strategy to the rest of the organization (Paulsgrove, September-
1991).

This portion of the article aided the research paper by explaining how amisson satement
should be viewed by the top brass and communicated to the rest of the organization so that each
member will know the level expected of them when they are performing their jobsin the field.

The article dso gave examples of programs that would help increase the level of customer
sarvicein an organization. One such program included the entire city and dl of its departments. This
program taught ways of obtaining customer feedback and developing creative managers. This program

was focused on executives and midlevel managers (Paulsgrove, September-1991).



The concept of providing thistype of city wide training focused the research paper on the
importance of educating the organization so that it can prepare itsdlf to give ahigh level of customer
service and keep thisleve in the future.

Another program that this article discussed was the use of surveys. These surveys were aimed
at the employeesin order for management to get an idea what needed to be done interndly to increase
the perception of customer service. The surveysidentified sdaries, training, and a concern about
community recognition for thelr service (Paulsgrove, September-1991).

The concept of an internd survey influenced the paper by identifying yet another type of
program that can be used by the organization to gain support for maintaining customer service. It
provided away for management to gain the knowledge of what their members need both physicaly and
emotionaly in order to provide their cusomers with ahigh level of customer service.

The next article reviewed was * Customer Service Includes Grief Support”, by Michael Boyl.
This article explained that there are many providers that are now alowed to pronounce people dead in
thefidd. Thisaction can often timesleave afamily emotiondly charged and filled with confuson and
anxiety. Itisof the utmost importance to manage these situations and understand that care needs to be
extended to family members of the patient on an emotiond bass (Boyl, February-1996).

The article dso talked about a telephone survey that was done in Orange County, Cdifornia
This survey determined the number of fire officers that had to provide information or grief support to
families following a desth and ranked how comfortable these fire officers were & providing this
information. The end result after reviewing the data was that these officers needed grief support training
and that a grief support handbook would be justified (Boyl, February-1996).

This article aided the research project by providing information that concluded that emotiona

trestment can be as important at physicd treetment under certain Situations. The article dso stressed the



importance of training on emotiond treatment o that fire officers and firefighters were comfortable when
dedling with emotiondly distressed people.

The literature review aso included another article by Robin Paulsgrove. This article was
“Understanding Customer Service Methodology”. Thisarticle stated that it is very appropriate for
departments to reeva uate their misson statements. Departments should ask certain questions of
themselves when deding with their misson satement. These questions may include whether or not the
misson isgtill vaid, if customers are identified, and whether or not a service basdline has been
established. A wel developed mission statement can reinforce the departments public service
commitment (Paulsgrove, April-1991).

This portion of the article provided the research paper with anided of the importance of an
organizationd misson statement in delivering agood leve of cusomer service. It dso provided
information that concluded that once amisson statement is developed, it should be reexamined from
time to time in order to make changes.

The article dso discussed different ways of evauating customer perceptions. Customer service
perceptions are often developed during short term encounters. Some of these encounters are not
controllable. However, meaningful customer perception information can be gathered through
questionnaires, interviews, focus groups and surveys. This information can aso be used to evauate
employee perceptions of customer service. The article dso placed a high emphasis on recruitment.
Employees who have both technical and interpersona skillswill greetly increase department customer
perception and customer service. Another portion of this article stressed the importance of recognition
and reinforcing employees. If employees are recognized and rewarded for customer service

achievements, the program will be more successful. (Paulsgrove, April-1991).



This portion of the article aded the research project by identifying different ways of developing
programs, such as focus groups, surveys, and reward programs that would help the organization
increase their ddivery of customer service.

The next article reviewed was “Public Safety: How To Maintain A Customer Service Attitude
in'Your Communication Center”, by Kevin Willett. This article consdered customer service from a
dispatching perspective. A shared vision of customer service must be present in 911 dispatch centers.
Unfortunately, dispatchers take “control” of cdls. This control often times includes spesking with high
volume and rudeness. Instead, these cdltakers should provide them with their name and show ared
concern for helping the cdler. In other words, arelationship should exist between the cdler and the
cdltaker. These cdltakers must be trained in these interpersond skills (Willett, May-1997).

The articdle dso explained the importance of recognition. This recognition includes posting
citizen compliments in a centrd location that al employeeswill see. Newdetters can dso be distributed
on atimely bags that includes these compliments as well as information of customer service that will ad
al employees (Willett, May-1997).

Public relations dso plays an important role in developing the perception of customer service.
One good way of providing public rdaionsisto have a“hang-up program”. This may include aletter
to the household where the call originated, or a specid vidt by afire or emergency medica worker.
Thisvist would include information on how to use 911 and the importance of using it only inan
emergency. A similar program was set up by the author that made 911
hang-ups go down and customer gppreciation go up (Willett, May-1997).

This article aided the research paper by providing different programs that can be used when
deding with customer service and 911 dispatchers. The use of training 911 dispatchersin interpersona

dynamics isimportant when identifying different programs that can be used to increase customer service.



The program of following up on 911 hang-ups is aso a good example of a program that increases
customer service.

Another literary work reviewed was “In The Race To Improve Customer Service’, by Sara
Crumpacker. This article was about disaster assistance and the emotions of the people who have lost
property and possessions. Some of the gpplicants for assstance wanted to tell their sory to someone
instead of receiving quicker checks and more money (Crumpaker, July-1995). Many disaster victims
were given asurvey with awritten section in it to express their opinions. These victims noted that within
the first two weeks, they needed someone to talk to about their emergency. This need to expresstheir
fedlings continued for the next two years after the occurrence (Crumpacker, July-1995). Another
interesting fact was that most of the people wanted to be told what to expect regarding their assstance.
They wanted to be told exactly what was to happen, even if it was not what they desired (Crumpacker,
July-1995).

This article was important to the research paper because of the importance of congdering the
emotiond trestment that was necessary after emergency incidents. As fire and emergency medica
workers, we must understand that treatment goes beyond the physica and into the emotiona aress.

The next article reviewed was “ Customer Service: A New Concept in the Fire Service’, by
Francis X. Holt. Thisarticle explained the psychological concept of customer service asit reatesto the
fire and emergency medica services. This concept is known as cognitive dissonance. Many people
interpret this as being nice and palite to people when an incident is occurring, then saying what you
redly believe and want to say in private. There are no postivesin thistype of behavior (Holt, August-
1997).

This part of the article aded the research paper by identifying the way many emergency

workers fed about the people in which they ded with while doing their jobs. The job is very stressful
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and can add up indde a person through many years of service. This accumulation may effect the
emergency worker in anegative way.

The article also described the importance of amisson satement. All members of an
organization must be aware of the purpose of its misson statement. The members should aso work
towards fulfilling the misson satement and not dip into the “us and them” attitude (Holt, August-1997).

This last portion of the article helped the research identify the importance of a misson statement
and the importance of dl members working towardsitsgoa. Customer service can be negatively
effected if the mission statement isignored by the organization.

Another article reviewed was “Implementing A Customer Service Program”, by Jeffery S.
Smith. Thisarticle explained therole of customer service in the fire and emergency medicd services
over theyears. According to the article, customer service has dways existed in the fire service and
alwayswill (Smith, August-1997). This so-called customer service has largely been the perception that
if the customer needs us, they will cdl. If they cdl, we will provide the service (Smith, August-1997).
The article then discussed the fact that this type of customer serviceis over and done. Our customers
now include alarge number of professond people, Sngle parents, and increasing numbers of
immigrants. We can no longer st around the station and only go out when we are cdlled. Thisislargely
due to people no longer anding for government waste (Smith, August-1997).

This portion of the article effected the research paper in that it describes the role of customer
service in the past and what will be expected in the future. If the fire serviceisto remain in businessin
the future, customer service will decide whether or not private industry will be consdered a competitor.

The article dso discussed different programs that enhance customer service. The article
explains that every department should have a customer relaions or customer service program. These

programs should include provisons for training al department membersinvolved and ared set of
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objectives to be met (Smith, August-1997). Training should include the proper way to answer and talk
to the general public, appropriate dress, gpparatus and station appearance, and how to ded with
complaints (Smith, August-1997). These training topics should also be used during employee
evauations after they have spent some time practicing their skills (Smith, Augugt-1997).

This part of the article aided the research paper in the area of describing specific programs that
an organization can develop and implement in order to increase their ddivery of customer service.

The next article reviewed was “ Department of Customer Service’, by Michad E. Vonada. In
thisarticle, the author explains that the fire and emergency medica services are in competition with not
only private organizations, but other city departments aswell. This competition is over tightly managed
budgets with each department trying for certain parts of it (\Vonada, December-1990). The article also
explained that the market should be divided into two groups. These groups are the city council and staff
that represent internd market and all other customers represent the externd market (V onada,
December-1990). Another point made by this article was that fire and emergency medica services
could improve their financid Stuations by running their departments like a business (Vonada,
December-1990).

This part of the article effected the research project by identifying how customer service relates
to the fire and emergency medical services. The article described who our customer redlly are and how
we should address both the internal and external customer.

The next part of this article described a program that can be used to help increase customer
sarvice. The Union City Fire Department often provides its members with specidized training in various
fields They invited other city departments to attend the training, a a cost (V onada, December-1990).

This portion of the article effected the research paper by describing a program that can be used

to increase customer service that is related to interna customersingde the same city. Thistype of



program can well benefit the department when trying to gain funds thet other city departments are a'so
trying to atain.

The next article reviewed was * Customer Service Above and Beyond”, by DonnaDay. This
aticle explained that customer service techniques are just asimportant as1V'’s, splinting, and patient
assessment. Customer service techniques have to be taught just like trestment techniques (Daly,
August-1992). Although medica trestment may seem routine to the emergency worker, it is not routine
for the patient and each patient should be treated as a vaued cusomer (Day, August-1992). The
article aso defined customer service as answering the question of what can be done beyond medica
care and will it make a difference to the patient (Day, August-1992).

Thiswas agood article that effected the emotional treatment section of the research paper. We
must redize that good treatment goes well beyond the physicd treatment. Emotiond treatment may
include an actud redl concern for a patient’ s fedings and making the patient fed as though they are the
maost important thing in the world.

The next article reviewed was “A Safety Net for Seniors’, by Keith Bowermaster. This article
discussed a program called Elder-links. This program’s purpose was to provide a safety net for older
residents who are vulnerable to abuse or neglect. These people were repeatedly calling 911
(Bowermaster, August-1996). Although this program was not designed for elderly people who were
being abused, it was designed for those people who were vulnerable and for those people who needed
sarvices beyond what the fire and police services could provide (Bowermaster, August-1996). One
important point of the program that relates to customer serviceisthat the fire and emergency medicd
sarvice has the opportunity to make a poditive difference by connecting these people with the proper

sarvices (Bowermaster, August-1996).
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The portion of the research paper that this article effected had to ded with identifying what
kinds of programs are available to increase ddivery and customer service. The article provided an
important possible program that the fire and emergency medica service can do for the elderly.

Another article that was reviewed was “ Customer Service: Staying the Course’, by Randy
Templeton. This article discussed the relationship between customer service and emergency services.
The text explained that the toughest concept to accept isthat it isthe customer, not the provider, that
congtitutes good customer service (Templeton, August-1996). People want to see the fire and
emergency medicd service workers out in the public and not just waiting in the Sation. This preference
by the public means that we must do different things or the same things in different manners (Templeton,
August-1996). The article aso discussed that customers define customer service by determining
reliability, respongveness, competence, access, courtesy, communication, credibility, security,
understanding, and by tangibles (Templeton, August-1996).

This part of the article effected the research paper by further defining how customer service
relates to the fire and emergency medicd sarvices. The article gave agood anadlyss of what customers
fed congtitutes good customer service and described what characteristics organizations must possessin
order to be seen as providing agood level of customer service.

The article dso gave input on programs that can be used to enhance customer service. The
article explained that customer service, as a program, with a beginning and end does not work.
Programs and initiatives don’'t work. We have to fundamentdly change who we are and how we view
the world (Templeton, August-1996). Special rewards and recognition were aso discussed for
employees to enhance their ddivery of customer service. These rewards can not be vdid unlessthere is

aclearly defined criteriafor achieving them (Templeton, August-1996).
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This part of the article helped the research paper gain inaght on different types of programs
available to increase percaived customer service. The article provided information on keeping a
customer sarvice program in development dl of the timewith no end. 1t dso provided information on
developing areward and recognition program for employees.

The last article reviewed was “ The Gospd According to Phoenix”, by Scott Bdtic. Thisarticle
contained excerpts from Alan Brunacinc's book, “Essentids of Fire Department Customer Service'.
One of the most home-hitting Statements in this article dedlt with dealing with the emaotions of our
customers during atragedy. The article explained that often times, we have left people standing beside
the road with their burned vehicle, Ieft afamily Stting across the street from what was left of their house,
or agrief gricken family looking at aloved one with a sheet over their head (Bdltic, August- 1996). We
in the fire and emergency services must approach our customer’s eventsin away that consders afull
range of the needs that come with that Stuation (Bdtic, August-1996).

This article summed up the emotiona needs of our customers during and after their tragedies.
The article directly effected the research paper by identifying different Situations that may cause the

customer to demand different types of services that ad their emotions and not their physical needs.

PROCEDURES

This research project was completed by utilizing aliterature review that took place at the
Learning Center a the Nationd Fire Academy in Emmitsburg, Maryland. The information was gathered
during August 1997 when attending the Advanced Leadership Issuesin Emergency Medica Services

course.
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The magazine articles chosen for this research project were focused at different aspects of
customer service. These agpects include how customer service relates to the fire and emergency
medical service, how an organizationd mission statement effects customer service, programs available to
enhance customer service, and the emotional needs of our customers.

In addition to the literature review, asurvey on customer service was developed. This survey
was given to 35 sudents at the Collin County Community College in McKinney, TX. These students
represented a cross section of dl the departmentsin my area of the Sate. These departments range from
being smal to large and paid to volunteer. These students, who are dl enrolled in an Associates of
Applied Science degree program, are employed by these fire departments and have varying
backgrounds and specidties. The survey (see Appendix A) wasin atwo part format. Thefirst part
asked smple organizationa information and questioned the survey taker about their organization’s leve
of customer service. The second part questioned the survey taker about the level of customer service
through al phases of acadl. These phases included digpatch, response, on scene, transport, turnover,
and post care. Each question was asmple yes or no answer to find out about the level of customer
sarvice in ther organizations.

The results of the survey aswell asthe results of the literature review were then tabulated and a
bar chart was made for each question. The chart consisted of the number of respondents and their

answers to each question.

Limitations
There are two limitations that should be pointed out concerning the completion of this research
paper. Thisfirg limitation relates to the public sector provider. There is an enormous amount of

information on customer service when deding with the private sector provider. However, the public
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sector provider has not had much experience with customer service. In order to relate customer service
to the public, many suggestions are taken from what has worked well with the private sector. The
second limitation relates to volunteer organizations. Mot of the survey participants are paid firefighters,
but asmall percentage ded with the public on avolunteer level. Many of the suggestions on customer
sarvice relate to the paid fire service and not directly to the volunteer service. However, it should be
understood that most of the principles of customer service can il be gpplied in ether Stuation.
Definitions

The following are definitions of termsthat are taken from different ideas on customer service. It
should be noted that these definitions are used for this research paper exclusvely and could have other
meanings when used under different Stuations
Privatization - owned or controlled by a group or person rather than by the public or

government.
Mission Statement - awritten organizationd statement that documents an organization’s gods,

assignments, or tasks to be carried out.
Cognitive dissonance - doing or saying what is expected in the public’s eye, but saying or doing

what you believe whilein private.

Tangibles - capable of being appreciated or redized mainly by the sense of touch.

RESULTS
Each of the origind research questions dedling with customer service will be answered by using
information that was gained through the literature review and the survey that was sent to variousfire

science college classes at the Collin County Community College.
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The following chart shows that there were 35 surveys that were given out and 25 that were

returned. The information that follows will ded with answering the origina research questions.

Responses

35
30
25
20
15
10

5

0 L L L I

Given Out Received

What isthe past and present perception of customer service and itsrelation to thefireand
emer gency medical services?

Customer sarvice in the fire and emergency services must first be defined. According to Mayer
(June-1994), the customer is anyone who isimpacted by either our processes or our product. This
customer can aso be someone who observes our work and forms an opinion on our work’ s credibility
and levd.

The past history of customer service in the fire and emergency medica services shows that
customer sarvice has dways exiged in the fire service and dwayswill.  Smith (August- 1997) explains
that thisleve of customer service has largely been the ideathat if the customer needs us, they will cal
and dl we had to do was wait for them to call. Over the years, the population has changed into a more

diversfied group. For example, our customers now include singe parents, professional people, and
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increasing numbers of immigrants. The population as awhole will no longer sand for government
wagte. Waiting at the station for acal is government waste. 1n addition, VVonada (December-1990)
wrote that the present perception of customer service in the fire and emergency medical services will
a0 determine who keeps providing the service in the future. As taxpayers struggle to limit the taxes put
upon them, government will be forced to streamline and privatize certain departments. If the fire and
emergency medica services are to remain the sole provider, they must improve ther financia Stuations
and run their departments much like any other business would run their business.

Another point to consder in describing the present perception of customer service isto identify
what factors the customer sees as customer services. Templeton (August-1997) explained these factors
to include reiahility, responsiveness, competence and credibility.

The customer often defines their perception when they contact the fire and emergency medicdl
services. This contact includes the timely manner of 911 contact, condition of responding units, and the
conduct of personnd on the scene. The following charts ded with the survey sent out to the Fire
Science classes at the Collin County Community College.. This survey asked the student to think back
to ther last few darms and congder the following questions.

1. Wasthe cdl digpatched in atimely manner?
2. Did units have a clean and professond?
3. Did the crews move briskly or dowly?
The following chart explains that there were 35 surveys given out and 25 were received. Of

those 25, there was 1 that consdered the darm office was doing a substandard job.
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Subgstandard Alarm
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The next chart explains that there were 35 surveys given out and 25 received. Of those 25,
there were 2 that considered their units not to be clean and professiond in its appearance.

Unprofessional Appearance of Units
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The last chart explains that there were 35 surveys given out and 25 that were received. Of that

25, there were 22 that said their crews moved briskly and 3 that said their crews moved dowly.
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In summary, the perception of customer service can be based on the past and the present
Stuation of the fire and emergency medical services. Even though departments are faced with budget
restraints and taxpayer scrutiny, customer service can best be managed where the customer contacts

our personnel on calls. Simple things such as clean units and friendly attitudes can make or bregk a

department.

What istheimportance of an organizational mission statement in the delivery of customer
service?

The overdl mission statement of an organization directly impactsthe level of customer service
that that organization will be able to provide. Paulsgrove (September-1991) explained that the
philosophy of an entire department should be clear with the management personnd and they must
interpret this misson to the rest of the organization.

It would aso be gppropriate for organizations that have missions statements to re-evaluate

them. According to Paulsgrove (April-1991), departments should ask certain questions of themselves
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when dedling with their misson statement. The author dso adds that this mission statement should
identify the customers and establish a public service basdline.

Another point given by Holt (August-1997) was that many emergency workers get the “us and
them” dtitude. The author explainsthat al members must be avare of the purpose of its misson
gatement and work towards fulfilling that misson statement.

In summary, amission statement must be known by dl of its members and the entire
organization should work towards filling those gods set by the misson statement. This satement should
be re-evauated from time to time to make sure that the customer and customer needs are identified.

Some departments do not have forma mission statements that are written down and known by
al of itsmembers. The survey given to the Fire Science classes a the Collin County Community
College addressed this very question. The following chart depicts that there were 35 survey given out
and 25 that were received. Of those 25, there were 12 organizations that did not have known misson
statements and 13 that did have misson statements.

Organizations Having Mission Statement
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What are some programs available to help an organization increase its delivery of customer
service?

One of the best programs that an organization can use to gain the perception of customer
sarvice by the customer is the use of surveys. According to Paulsgrove (September-1991), surveys
provide management away to gain knowledge of what their members need both physicaly and
emotionaly in order to provide their cusomers with ahigh level of customer service.

In addition, Paulsgrove (April-1991) wrote that customer service perceptions are often
developed during short term encounters. Customer perception can be gained through questionnaires,
interviews, focus groups, and surveys. Paulsgrove (April-1991) dso explained that recognition and
reinforcement are important programs to our employees because if these employees are rewarded for
their achievements, the program will be more successful.

Another program mentioned by Willet (May-1997) included a recognition program conssting of
newdetters sent to employees with different topic on customer service. One particular program
mentioned by Willet (May-1997) wasa“hang up” program. This program congsted of sending an
employee out to a resdence when ahang up 911 cal was made. This employee would provide
customer information to the caler concerning the proper way to use 911 and what type of Stuations
911 should be called. According to Willet (May-1997), his department set up asimilar program that
caused 911 hang upsto go down and customer appreciation go up.

Other programs include training programs for department members on customer relaions and
customer sarvice. Smith (August-1997) wrote that these programs should include clear objectives and
the proper way to answer and tak to the public, appropriate dress, apparatus and station appearance,
and how to ded with complaints. Thistraining program should aso become a part of the employees

evauation sysem.



Bowermagter (August-1996) described a program that involved the elderly. The program was
cdled Elder-links. The program was devel oped to provide a safety net for senior citizenswho are
vulnerable to abuse or neglect and was developed due to the increased cdls to 911 by these people.
Bowermster (August- 1996) wrote that this program was designed for people who where vulnerable
and needed service beyond the scope of the fire and emergency medica services. Thefire and
emergency medical services was given the opportunity to connect these people with the correct
agencies that could help them, thus increasing customer service.

According to Templeton (August-1996), a customer service program has a beginning but not an
end. Itisacongant ongoing process. Templeton (August-1996) explained that the fire and emergency
medical services must change who they are and how they view the world.

In summary, a cusomer service program isnot an dl inclusive program. Severd different types
of programs can be used to increase customer service. These programs include 911 hang up programs,
and ederly assstance programs. In addition, programs such as employee training, employee
recognition, and employee rewards will dl aid in increasing an organization's level of customer service.

The following charts ded with dderly assstance, use of surveys, customer sarvice training, and
reward programs. The results are from the survey given to Fire Science students at the Collin County
Community College on each of these areas.

The following chart explainsthat 35 surveys were given out and 25 were received. Of those
25, 11 provided customer service programs to the ederly and 14 did not. These programs included

blood pressure checks, public safety education, and fire drills.
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The next chart dealing with surveys explains that there were 35 surveys given out and 25 that

were received. Of those 25, only 5 used surveys and 20 did not use surveys.

Use of Surveys
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The next chart deds with customer servicetraining. The chart explains that 35 surveys were
given out and 25 werereceived. Of those 25, 11 did train in the area of customer service and 14 did

not train in customer sarvice.
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The last chart deadls with rewards and recognition. The chart explains that 35 surveys were

given out and 25 were received. Of those 25, 9 had reward programs and 16 did not have reward

programs. These reward

programs included awards, meda's, and merit raises.
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In dealing with emer gency medical servicesand medical treatment, what isthe importance of

emotional treatment?
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According to Mayer (June-1997), there are many inditutions turning out emergency personnd,
but few teach the concept of customer service. Thislack of knowledge makes many patients complain
about the sengitivity and customer service they receive.

Another important part of emotiona support includes grief support. Boyl (February-1996),
explans that families are often confused and emotiondly charged when deding with the death or injury
of afamily member. In these Stuations, emotiond trestment may be asimportant as physicd trestment.
Fire and emergency medicd works must be well trained and informed on the management of these
Stuaions.

Emergency workers must dways be willing to listen to the victims of emergencies and disasters.
For example, Crumpacker (July-1995) explained that during disaster Situations, some people who
needed ass stance Smply wanted to tell their stories to someone instead of receiving quicker checks. It
should aso be pointed out that most disaster victims, when surveyed, sghted that within the first two
weeks following adisaster, they smply needed someone to talk to about what had happened.
According to Crumpacker (July-1995), most people wanted to be told exactly what was to happen
even if the results were undesirable.

Another viewpoint by Day (August-1992), isto aways be concerned about what can be done
beyond medica treatment and making a difference to the patient. We must redlize that good trestment
goes beyond physcd treatment. Emotiond trestment may include ared concern for apatient’ s fedings
and making them fed as though they are the most important thing in the world.

Bdltic (August- 1996) wrote that that we in the fire and emergency medica services must
gpproach our customer’s eventsin away that consders afull range of the needs that come with that
gtuation. There are many Stuations that place a demand on different types of servicesthat ad

emotiona needs as well as physica needs.
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In summary, emotiona needs can often times need treetment much like physica needs. These
emotiona needs may include the willingness of workersto smply listen to problems, tregting people as
though they are very important to the worker, and putting effected people in contact with the
gppropriate agency to aid them.

The survey given to Fire Science students at the Collin County Community College surveyed
how many departments represented by each student gave grief support to its cusomers. The following
chart explains that there were 35 surveys given out and 25 received. Of those 25, 10 gave some sort of
grief support while 15 gave no grief support at al.

Grief Support Given
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DISCUSSION

It isimportant to understand the relationship between the study results and the findings of others.
This comparison conggts of the findings from the literature review compared with the survey sent to the
Fire Science sudents at the Collin County Community College. Each comparison will include
implications to the Farmersville VVolunteer Fire Department where this author is the volunteer Fire Chief.
Each comparison will dso indlude implications to the McKinney Fire Department where this author is
employed as a Captain.

In discussion of the question pertaining to the past and present perception of customer service
and its relation to the fire and emergency medical services, the findings of others was that the customer
is anyone in which we contact. Other findingsincluded that customer service has dways been a part of
the emergency sarvices, whether we knew it or not. The customer would smply cal and we would
respond. Customers perceive our service leve by our rdiability, competency, and credibility.
Customers mainly judge some of these traits by our response times, appearance of our units, and by the
actions of our personnd. In comparison, the survey of the Fire Science students indicated that most of
the participants fdt as though their level of customer service was sufficient because of their response
times, gppearance of units, and the actions of their people on cdls. The response times were good with
only one indicating that response time was too long. In addition, the gppearance of unitswas dso a
pogitive indicator because there were only two who felt that their units were substandard. The actions
of personnel was dightly darming. Of those surveyed, three thought that crews did not move briskly
when performing their work.

My own interpretation of the study concerning the first question was that the customer judges
the merits of an emergency service in many different ways. Thetime of response, unit gppearance, and

actions of personnd are adl something that can be managed and controlled. All of these topics can be



addressed in one way or another and can eadily turn the customer’ s idea of a department to avery
postive one.

The study results concerning perception of the customer service does have some organizationd
implications to the Farmersville Volunteer Fire Department as well as the McKinney Fire Department.
Each of the departments depend upon municipad budget money to fund their departments and if the leve
of customer service islow, then we could be heading for hard times when budgeting for new apparatus,
improved equipment, and more personnd. Another implication is that low customer service setsthe
stage for private ambulance companies or private fire services to take over operations Smply on the fact
that they may provide better customer service at a cheagper price.

The second question dedlt with the importance of an organizationd misson satement in the
delivery of customer service. The findings of others showed that the philosophy of an entire department
depends upon the clear interpretation of the organization’s misson satement. Another finding
concerning misson statementsis that once they are written, they should be evauated from time to time
and corrected and improved. In comparison, the results of the survey showed that there were many
departments that did not have written misson statements which meant that they had no clear cut godsin
which to guide them in the delivery of cusomer sarvice.

My own interpretation of study results concerning this question was that there are probably
many departments that need to take areal hard look at what they do and how they doit. They need to
implement misson statements and train their personnel on how to accomplish their misson to aleve that
the customer will be stisfied.

The organizationd implications to the Farmersville Volunteer Fire Department issmple. We
need to develop a mission statement and make it known to al of its members. The misson statement

should be used to judtify anything that we need to budget for or improve upon. If we do not develop



such amisson statement and continue business as usud, we could be severdly jeopardizing the
organizations a the customer’s expense. The McKinney Fire Department does have amisson
statement and it used throughout the budget process and the dally activities that we perform. McKinney
isaragpidly growing city and it important for the organization to continue to keep itsdf focused on its
main objective. Our customers are increasing and we must increase our service right dong with them.

The third question dedlt with different programs available that would possibly increase customer
sarvice leves. Thefindings from othersin the literature review reveded tha there were severd of these
types of programs. These findings suggested that surveys can be used to get a main idea of the
customers perception of the organization’s service. In addition to surveys, questionnaires and focus
groups could adso be used. Another important program that was found was the use of recognition and
reward programs for employees. It should be noted that in any program, training is an important factor
for each employee. Thistraining should dso be used during the evduation of any employee. Other than
sample EMS care, organizations can help people by putting them in contact with proper agencies that
handle abuse, insurance needs, or any other service beyond the scope of and fire or emergency medica
service.

The survey given to the Collin County Community College students dedlt with the surveys or
guestionnaires mentioned above. These students were asked if their departments used surveysin any
way. Thisauthor was very surprised a the results. Only five departments represented by the group
surveyed their customers. In addition, only eeven did training on customer service, only eeven
provided any programs for the ederly, and only nine gave any rewards or recognition to employees..

My own interpretation of the results of this question was that many departments are not doing
enough customer contect after theinitia cdl to find out whet their level of perceived service was to that

customer. There are many programs that could benefit these organizations at ardatively low codt.
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Theimplications to both the Farmersville Volunteer Fire Department and the McKinney Fire
Depatment are smple. Each organizations has the possibility of losng budget money asaresult of a
low level of customer service. Our populations have become more dependent on services from us and
we must meet their expectations. 1f not, we could be replaced by private organizations that redly focus
on the customer and customer service.

The last question discussed dedlt with the importance of emotiond treatment. The findings of
others explained that many emergency workers are being trained by many schools, but few of these
school teach anything about sensitivity and customer service. One important emotiond treatment is grief
support. Thisemoationd treatment benefits family members following afire or emergency medicd cal.
We as emergency workers must learn to listen to these people who have had emergencies or disasters.
Other findings showed that in many Stuations, trestment must go beyond physicd trestment and we
must learn to appreciate patient’ s feeings and concerns.

In comparison, the findings from the survey given to the Collin County Community College
students reveded that only ten departments represented gave any sort of emotiond treatment to thelr
patients.

My own interpretation of the results from this question are that many departments Smply make
their cals and ded with patients as an incident number with no feding or concern for their emotions.
The only concern that most departments have are to tregt the patient with the proper medica protocol
and “get cleared” for the next cdl. Then, the cycle beginsagain. Thisis evident by the smal amount of
departments in the survey that give any emotiona treatment.

The implications to the Farmersville Volunteer Fire Department and the McKinney Fire
Department are essentidly the same. Both departments will suffer if we do not begin to treat the

patient’'s emotions. The continued trestment of the patient as an incident number will only create low
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customer service and again gives both departments the threet of privatization by those who are willing to

provide thistype of trestment.

RECOMMENDATIONS

This section will provide recommendations that will be broken down to address each of the
origina research questions.

Some recommendations for dealing with the present and past perception of customer service
include training personnel and adminigtrators on proper management techniques that are used by private
sector organizations. These types of techniques will engble fire and emergency medicd servicesrun
their organizations much like abusiness.

One important recommendation that will have a poditive impact on customer perception isto
take ared hard look at the digpatch service of an organization. These dispatchers must be precise as
well as polite when taking to people on emergency 911. They must be wel trained in sending the
proper unitsin atimey manner.

One last recommendation that will enhance the customer’ s perception deals with burnot.
Often times, fire and emergency personnel have responded to high volumes of calls over aseverd year
period. The result is often irritable and aggressive personne. One way to prevent this burnout isto
frequently reassign these people to didtricts that are not as busy. This rotation will provide sometime
for these personnel to get a new perspective on ther job. Another recommendation to prevent burnout
would be to have frequent critica incident stress debriefings and dlow these persomd to talk about

their frustrations.



Some recommendations dealing with the question of the importance of a misson statement
include the following. Organizations should spend time and resourcesin developing awritten mission
satement and make sure that this misson statement is known by al in the organizations. Thismission
statement should be used during the budget process, training process, and during employee evauations.
An additiona recommendation in dealing with misson statements would be for an organization to
reevaluate their misson statement at least twice ayear to make sure that the organization and al in the
organization are heading down the right path.

Some recommendations dealing with the question of programs available to help organizations
increase customer service indude the following. One important recommendetion is to survey the
customers after the organization has been in contact with them during both emergency and
nonemergency cdls. These surveys can then be andyzed and used to correct anything that the
organization is doing that inhibits customer service.

Another recommendation dealing with customer service programs ded's with the employees.
An awards and incentive program should be started that rewards the employee for doing a good job.
This employee would come to work with a much better view of his job and would make a better
contact with the public.

Making customer service training apart of the recruitment training process is another good
program for increasing an organization's customer service. These new employees should be trained and
placed in the stations with a strong idea of customer service and know what they can do to enhance the
department’ simage to the public. Another program that can be used istraining in the subject of
“change’. Departments should understand that change is taking place dl the time and the whole

character of the organization should be open to and welcome change.



The last recommendations ded with emotiona trestment. Emotional trestment is beginning to
be recognized as being an important part of a patient’s entire treatment process. On the fire ground,
emotiona trestment can essentially be hel ping the occupant dedl with the loss of dl of their possessions.
During such stuations, it is recommended that an occupant ass stance sector be established to aid either
the patient, homeowner, or business owner. This sector would listen to the victim involved, find out
what agencies would be able to help them, and contact them for the victim. These contacts may include
family members, insurance agents, contractors, and other agenciesthat could assigt in relieving the pain
of afire or medical incident in one'slife.

In conclusion, it is up to each organization and jurisdiction to make sure that we can compete
with privatization. This privatization will certainly be afactor in the future. The taxpayer will dways be
looking for ways to save money, no matter what department isinvolved. The perception of the generd
public or our customerswill greetly effect the way the taxpayer deds with the fire and emergency
medica sarvice. The extratime and training that we take to make a positive relationship with these

taxpayers could someday save our jobs.
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Customer Servicein Fireand EMS

This survey has been developed to aid in the completion of an applied research project for the
Executive Fire Officer Program at the Nationd Fire Academy. Please answer the following questions
that pertain to customer service in the area of fire and emergency medica services.

Part |
Organizational Information
What type of department are you a member?
___Volunteer ___ Career ___Combination

How many members are in your department?

Does your department do EMS?
__Yes __No

Customer Service Information

Does your department have amisson statement that is known by dl of its members?
__Yes ___No

Does your department provide grief support for its customers?
__Yes __No

Does your department provide any specia services for the ederly other that EMS?
__Yes ___No If s0, what?

Does your department do surveys that are used to check the public’ s perception of your delivery of
service?

__Yes __No

Does your department do any training in the area of customer service?

__Yes ___No

Does your department provide any rewards or incentives for providing exceptiona service?
Yes __No If s0, what?




Part ||

In concluson of this smple survey, please think back to the last few dams in which you have
responded. Please answer each of the following questions as truthfully as you can regarding your level
of customer service.

Dispatch: Was your cal digoatched in atimey manner with no complaints of
response times by the cdler upon your arrival?
__Yes ___No

Responding:  Did your units have a clean and professional appearance with the
department logo clearly visble?
__Yes ___No
On-scene: Did the crew move briskly or duggishly?
___Briskly ___Suggishly

Transport When medicaly gppropriate, did the crew members engage the patient in
(If applicable) meaningful conversation?

__Yes __No
Turnover: Did a crew member show afamily member where to provide additiona
(If applicable) informetion to the hospital?

__Yes No

Post Care: Did a crew member ask afamily member if there was anything else that
they could do or anything el se they needed?
__Yes __No

Thank you for completing this survey. The information will be used to generate answers to specific
questions in the research paper. After completion, the end product will be available a the Learning
Resource Center at the Nationa Fire Academy located in Emmitsburg, Maryland.
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